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Call order for Joe S.

1.  555-555-1234 (home phone)
401a

[~ ] 2. 555-555-2345 (cell phone) | | 411
N

E| 2. 555-555-3456 (work phone)

401c
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401d 408
|Add another number... |- | reset | | confirm
407
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DATA AND CALL ROUTING AND
FORWARDING

BACKGROUND

Current telephony systems allow a user to define an order
in which a call 1s routed when the user cannot be reached at
one or more numbers. Accordingly, a caller may be unable
to control how his or her call 1s routed to the user although
there may be a preferred or more eilicient calling order.
Furthermore, defining the call order, e.g., when done by the
user, 1s generally a manual process that may require signifi-
cant investments of time, especially 1f the user must define
a call order for each and every contact 1n his or her address

book.

BRIEF SUMMARY

The following presents a simplified summary of the
disclosure 1n order to provide a basic understanding of some
aspects. It 1s not intended to 1dentity key or critical elements
of the disclosure or to delineate the scope of the disclosure.
The following summary merely presents some concepts of
the disclosure 1n a simplified form as a prelude to the more
detailed description provided below.

According to aspects described herein, a caller may define
a call order for multiple phone numbers and/or addresses
(e.g., voice chat address, mstant messaging address, SMS or
MMS addresses, e-mail addresses, etc.) associated with a
particular contact. Accordingly, instead of having the contact
defining the order in which addresses and numbers are used
to 1nitiate communication, the party initiating the commu-
nication (e.g., a caller) may be provided with such control.
In one arrangement, a first caller may define a first call order
for a contact while a second caller may define a second call
order (different form the first call order) for the same contact.
The call order may also provide sequential and simultaneous
dialing. The caller may then be connected to the contact at
the first answered call. The call order may be stored and
retrieved based on an association between the order and the
caller and the contact. For example, the call order may be
stored 1n a look-up table using a caller telephone number and
a contact name or telephone number as search keys. The
order may include 1nitiating communications using e-mail
addresses, SMS or MMS addresses or numbers, instant
messaging addresses or handles and the like.

According to another aspect, a communication order for
a contact-initiator pair may be automatically and/or dynami-
cally determined by a communication management system.
The commumnication order may be defined based on an
initiating party’s communication history (e.g., a call history)
and, for example, an order in which the mitiating party has
historically used the contact’s numbers and addresses. In
one arrangement, a portion of the initiating party’s commu-
nication history may be selected for determining the com-
munication order. The portion may be selected based on
various factors including a recency of the portion, whether
the portion of the history occurs 1n a similar time of day as
a communication currently being made to the contact, a
number of addresses or numbers of the contact matched in
the portion and/or combinations thereof. Alternatively or
additionally, a communication order may be defined based
on a likelithood a number or address will be answered.

According to another aspect, a portion of a communica-
tion order may be imtiating party-defined (e.g., caller-
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2

defined) while another portion of the order may be auto-
matically or dynamically determined by a communication
management system.

The details of these and other embodiments of the present
disclosure are set forth in the accompanying drawings and
the description below. Other features and advantages of the
disclosure will be apparent from the description and draw-
ings, and from the claims.

BRIEF DESCRIPTION OF THE DRAWINGS

The present disclosure 1s illustrated by way of example
and not limited 1n the accompanying figures 1n which like
reference numerals indicate similar elements and 1 which:

FIG. 1 illustrates an example telephone network through
which calls may be routed according to one or more aspects
described herein.

FIG. 2 1llustrates a call management system configured to
route calls according to a caller specified call order accord-
ing to one or more aspects described herein.

FIG. 3 illustrates a method by which a call order for
multiple phone numbers of a contact may be defined by a
caller and impelemented by a call management system
according to one or more aspects described herein.

FIG. 4 illustrates an example user interface through which
a call order may be defined.

FIG. 5 1llustrates a method by which a call order may be
automatically defined according to one or more aspects
described herein.

FIG. 6 1llustrates selection of a call order analysis period
from a user’s call history according to one or more aspects
described herein.

FIG. 7 1s a flowchart 1llustrating a call order determination
method according to one or more aspects described herein.

FIG. 8 1s a flowchart illustrating a call order determination
method according to one or more aspects described herein.

FIG. 9 1s a flowchart illustrating a method by which a call
or data transmission may be initiated and processed accord-
ing to one or more aspects described herein.

FIG. 10 illustrates an example user interface through
which a contact order may be defined according to one or
more aspects described herein.

DETAILED DESCRIPTION

FIG. 1 illustrates an example communication network that
allows a user to configure how calls should be directed (e.g.,
to voice chat, to a telephone, etc.) and managed. The
communication network may include multiple portions
including, for example, a public switched telephone network
(PSTN) 107, and digital networks 109, such as coaxial cable
networks, optical fiber networks, hybrid fiber/coax networks
(HEFC), cellular telephone wireless networks, local wireless
networks (e.g., WiMAX), satellite networks, etc. Networks
107 and 109 may both be dedicated telephone or voice
communication networks, or networks also carrying other
data and content, such as video signals. In one or more
arrangements, network 109 may support a digital voice
network by digitizing voice communication and transmitting
data over lines of the network 109. A digital voice network
may be supported by a coaxial cable network, a fiber optic
cable network, a satellite network, a wireless network, or
any other desired physical network architecture. In one or
more configurations, a digital voice network might only be
accessible by subscribers to a service provider; however, the
network may be accessible by non-subscribing users.
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Network 109 may further support access to a packet
switched-data network including, for example, a wide area
network (WAN) such as the Internet. Networks 107 and 109
may interoperate through interconnected systems including
Internet Protocol (IP) Multimedia Subsystem (IMS) 101
configured to manage the operations of and services offered
by a service provider over a digital voice network supported
by network 109. PSTN gateway 105 may be configured to
process communications to and from a public switched
telephone network such as telephone network 107, while a
communication gateway 103 may be configured to process
and manage communications over a publicly accessible data
network (e.g., the Internet).

IMS 101 provides various services and features to a
network of users through a digital voice network. Services
may 1include voice communications, voicemail, call for-
warding, call waiting, caller identification (ID) and the like.
In one example, voice mail server 117 provides a database
in which voice mail messages may be stored. Accordingly,
IMS 101 or another server or system may direct voice mail
messages to voice mail server 117 11 a called party 1s not
currently available (e.g., line 1s busy, no answer, etc.). IMS
101 may further interact with IMS feature server 115 to
control connection services, select processes/services that
may be applied to a call, provide routing within a network
such as digital voice network 109, and the like. In one or
more arrangements, voice communication devices or
accounts may be 1dentified by a voice communication
address. A voice communication address may include, for
example, PSTN telephone numbers, instant messaging
handles, voice chat network addresses (e.g., IP addresses),
¢-mail addresses and the like.

By interfacing with PSTN gateway 105, IMS 101 may
receive public switched telephone calls and digitize the
calls, as needed, so that they may be directed to users of a
digital voice service, voice mail server 117 or a user on a
data network through communication gateway 103 and
network 109. IMS 101 may register telephone numbers
through PSTN gateway 105 such that calls to a number
associated with a digital voice network user may be routed
approprately. Additionally, PSTN gateway 105 may provide
IMS 101 with a way to access telephone network 107 so that
calls originating from a communication device using digital
voice services (e.g., phones 123) or other (e.g., Internet) data
services (communication devices 121 such as personal com-
puter (PC) 121a, laptop computer 1215, mobile communi-
cation device 121 ¢ and telecommunication devices 123a and
123b) may be properly directed to a user or device on
telephone network 107.

Communication gateway 103 may provide IMS 101 with
the capability to process voice chat, SMS, MMS or other
data communications over network 109. For example, 1f a
voice chat communication request 1s received from messag-
ing service 119, communication gateway 103 may be con-
figured to determine an intended recipient of the voice chat
communications based on a specified voice communication
address and instruct IMS 101 to process the voice chat
communications appropriately. Messaging service 119 may
include an 1instant messaging service having voice chat
capabilities such as those provided by Yahoo, Google, AOL
and Skype.

Further, according to one or more aspects of the disclo-
sure, one or more of systems 101, 103, 115 and 117 may be
configured to direct calls to multiple numbers or addresses
ol a contact 1n a predetermined or predefined order. That 1is,
when a user mnitiates a call to a contact that has multiple
numbers or address associated therewith, a communication
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4

management system such as IMS 101 may determine an
order or implement a predefined order 1n which the numbers
or addresses associated with the contact should be called or
otherwise contacted. This order may be specified by the
caller, for example. Accordingly, the order in which a
contact’s numbers are called may be different depending on
the caller, the contact or other parameters. The order may be
specified before a call or during a call depending on a system
configuration and/or caller preferences. Alternatively or
additionally, the order may be determined automatically
based on a caller’s calling history and/or a contact’s call
receiving history.

In one example, a contact’s cell phone may be called first
followed by his office number if there was no answer on the
cell phone. Additionally or alternatively, calls may be placed
simultaneously to multiple numbers such as to all or some of
the numbers and/or addresses associated with a contact. A
call connection may then be established between the caller
and the contact at the number answered first. If none of the
numbers are answered, the call may be directed to a voice-
mail server such as server 117. In some arrangements, the
order in which the contact’s numbers are called may be
caller-specified. Alternatively, the order may be automati-
cally determined by IMS 101 based on the caller’s call or
communication history or the contact’s call or communica-
tion receiving history, as turther described herein. Moreover,
1n one or more configurations, a caller’s device such as a cell
phone 1254 or stationary telephone 123a or 1256 may be
configured to perform the call establishment and forwarding
functionality described herein.

FIG. 2 illustrates an example communication manage-
ment system configured to establish communications
between a party 1mitiating the communication and a contact.
The communication management system, 1n one embodi-
ment, may include a call management system 200 config-
ured to coordinate and establish telephonic communications
between parties (e.g., a caller and a contact). System 200
may include a variety of components including a processor
201, random access memory (RAM) 203, read-only memory
(ROM) 2035, database 207, network adapter 209, media/
PSTN gateway 211, radio transceiver 213 and the like. Call
management system 200 may comprise or act as an IMS
(e.g., IMS 101 of FIG. 1) or personal communication device
such as cell phone 125a¢ and/or stationary telephone 1234
(FIG. 1). Processor 201 may be configured to perform a
variety of mathematical calculations 1n conjunction with
executing instructions stored in RAM 203 and/or ROM 205.
Database 207 may be configured to store various types of
data including contact names, contact numbers, and call
direction/forwarding rules. Network adapter 209 may be
used to connect and interface with one or more data net-
works such as the Internet through wired or wireless con-
nections. Media/PSTN gateway 211, on the other hand, may
be configured to establish plain old telephone service
(POTS) calls and/or voice over Internet protocol (VOIP)
calls. Alternatively or additionally, system 200 may include
a radio transceiver 213 configured to facilitate connections
with one or more wireless telecommunication networks
including cellular networks.

In operation, call management system 200 may receive a
request to call a contact from a caller’s commumnication
device 220. For example, the request may be a simple
request from a cell phone to dial a number, or from a
computer, etc. The request may specily the contact’s name
or other identification, and/or one of multiple numbers
associated with the contact. Call management system 200
may then identify multiple numbers associated with the
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contact based on the contact’s name and/or the number
specified 1n the request. A caller-specified order 1n which to
call the multiple numbers may subsequently be determined
from database 207, for example. The order in which the
multiple numbers are to be called may include a sequential
and/or simultaneous calling of the contact’s numbers. For
example, contact’s cell phone 221 may be called first,
tollowed by oflice phone 223 if the call to cell phone 221 1s
not answered. If an answer 1s not received after the call to
oflice phone 223, a further call may be made to home phone

25. Alternatively, the order may dictate that the contact’s
cell phone 221 and home phone 225 are to be called
simultaneously, followed by oflice phone 223 if neither cell
phone 221 nor home phone 2235 1s answered. With respect to
the simultaneous calls to cell phone 221 and home phone
225, the first call or device that 1s answered may be the one
to which the caller 1s connected. For example, upon request-
ing a call to the contact, the caller’s communication device
220 may be placed on hold until an active connection (e.g.,
a live answered call) 1s established. The caller’s communi-
cation device 220 may then be connected via the active call.

Database 207 may store a call order for a contact’s phone
numbers 1n association with a user. Thus, the order 1n which
the numbers are called may be customized for different users
(e.g., callers). In some arrangements, the order may be
automatically determined by call management system 200
based on a caller’s calling history or the contact’s history of
receiving calls at particular devices. Furthermore, the order
may be automatically determined dynamically or on-the-1ly.
That 1s, the order may be determined at the time the call to
the contact 1s mitiated/requested. In other arrangements, the
order may be determined by the caller, either previously or
in real time.

A communication management system such as call man-
agement system 200 may further be configured to coordinate
and facilitate the establishment of non-telephonic commu-
nications mcluding e-mail messaging, short message service
(SMS) or multimedia messaging service (MMS) messaging,
instant messaging and the like. For example, call manage-
ment system 200 may initially attempt to establish a call
with a contact using a home phone number. If that call goes
unanswered, the call management system 200 may subse-
quently try sending an SMS message to a mobile commu-
nication device of the contact using the mobile communi-
cation device number or address.

FI1G. 3 illustrates an example method by which a call may
be 1mitiated based on a caller specified dialing order. In step
300, for example, a call management system may prompt a
user or receive a request from the user to specily a call order
for a particular caller contact. A user may make such a
request through the calling device (e.g., cell phone, personal
computer, television). In step 305, the call management
system may determine a list of numbers corresponding to a
particular contact. The list of numbers and/or addresses may
include numbers for different locations and/or devices at
which the contact may be reached. The numbers and/or
addresses may be retrieved from, for example, the caller’s
address book or from a database. The caller’s address book
may be stored in a database at the call management system
and/or 1n a caller’s device. Alternatively or additionally, the
list of numbers may be determined from a database of
numbers stored by the call management system in associa-
tion with a variety of known contacts. Alternatively, the call
management system may be configured to search external
databases and sources for numbers/addresses associated
with the contact.
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In step 310, the call management system may generate
and/or display information comprising the list of numbers
corresponding to the specified contact. The display may
comprise a user interface, for example. The list of numbers
and/or addresses may 1nitially be displayed in a default or
random order. In step 315, the call management system may
receive user mput specitying an order for the list of numbers
and/or addresses (e.g., via user’s drag-and-drop, assigning
and/or weighing numbers, etc.). Optionally, 1n step 320, the
call management system may further receive user input
speciiying additional numbers not included in the 1nitial list
and an order in which the additional number should be
called. A user may specity that the numbers are to be called
in a particular sequence or that some or all numbers (or
addresses) may be contacted simultaneously. For example,
numbers that are to be called simultaneously may be
assigned the same sequence number (e.g., 1, 2, 3, 7, efc.).
Once the caller has completed assigning the calling order,
the call management system may store the specified order in
step 325 for example by storing in a memory. In one or more
arrangements, the order may be stored in a look-up table 1n
association with the caller (e.g., a caller name, phone
number, account number, etc.) and the contact (e.g., contact
name, phone numbers, account number, etc.).

In step 330, the call management system may detect the
initiation of a communication (e.g., a call) to a contact by a
caller. Imtiation of a call, for example, may include the user
selecting a phone number and inputting a command nto the
caller’s device to request that the call management system
place a call to the specified contact. That 1s, a call might not
be placed until the call management system transmits calling
signals to the specified contact. Because calls from the
caller’s communication device may be managed by the call
management system, the call management system may
receive call imtiation requests made by a user. In step 335,
the call management system may determine 11 the specified
contact 1s associated with multiple contact numbers. If not,
the call management system may place a call to the single
contact number in step 340. Placing the call may include
sending signals through a network to a contact’s device (e.g.,
causing a contact’s device to ring or otherwise provide a call
notification). If, however, the contact 1s associated with
multiple numbers/addresses, the call management system
may determine a caller specified order 1n which to call the
multiple numbers/addresses 1n step 345. For example, the
order may be retrieved or determined from a look-up table
stored 1n a database using the caller’s identity (e.g., a
telephone number, Subscriber Identity Module (SIM) card
number) and the contact’s i1dentity (e.g. telephone number,
name, nickname) as search keys. Alternatively, the order
may be retrieved from the caller’s device or caller’s data-
base.

Upon determining the call order, the call management
system may 1nitiate a call to each of the numbers (or contact
cach address) i sequence. In step 350, for instance, the
system may call the first number in the specified order. In
step 355, the system may determine whether the call has
been answered. 11 not, the system may end the first call and
determine whether additional numbers have yet to be called
in step 360. If additional numbers have yet to be called, the
system may place a call to the next number in the order 1n
step 350. If, on the other hand, no additional numbers are left
in the calling order, the system may optionally establish a
call between the caller and a voicemail server 1n step 365. If
the system determines that call 1s answered in step 335, the
system may connect the caller to the contact at the answered
number 1n step 370.
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As noted, 1n some instances, a call order may specity that
two or more numbers are to be called simultaneously. In
such arrangements, the system may place a call to each of
the two or more numbers. The caller may then be connected
to the number or address that 1s first answered while dis-
connecting or ending the calls to the other numbers. If none
of the calls are answered, the system may proceed to
determine 1f additional numbers have yet to be called as
shown 1n step 360.

FI1G. 4 1llustrates an example user interface through which
a user may specily the order in which multiple numbers of
a contact are to be called. Interface 400 may display a list of
phone numbers 401 associated with a particular contact, Joe
S. The list of phone numbers 401 may further include a
description of the number 403. For example, the description
for phone number 401 may indicate that number 401a 1s a
home phone number while phone number 4015 1s Joe’s cell
phone number. If the user wishes to add another number for
the contact, the user may enter the number in field 407 and
select add function button 408. If the user wishes to delete
a number, on the other hand, the user may select delete
tunction button 405. The user may modily the order 1n which
the numbers 401 are called by entering the order in fields
409. For example, 11 555-555-3456 (e.g., number 401c¢) 1s to
be called first, the number ‘1 may be entered into the
corresponding field 409. Simultaneous calling may be 1ndi-
cated by specilying the same order number for the two
phone numbers. For example, numbers 4015 and 401c¢ are
set to be called simultaneously as indicated by the fact that
both numbers 4015 and 401¢ are second 1n the call order.
Once a user has entered a desired order 1n field 409, the user
may select reorder function 411 to update the order i the
list. The user may further reset the order using option 413.
The reset option 413 may return the list order to a default
order or an immediately previous call order. Once the user
completed modifications to the call order, the user may
select the confirm option 415 to have the call order stored
and entered into use.

According to one or more aspects, a user may define and
store multiple orders of numbers for a single contact. For
example, a normal call order may be defined for non-
emergency calls and an emergency call order may be defined
for more urgent calls. A user may select which order to use
at the time of dialing/calling (e.g., an order based on time of
day, such as morning or evening, or type of day, such as
weekday or weekend, etc.) or upon being prompted by the
call management system to select a particular call order.
Alternatively or additionally, the user may be allowed to
select between a caller defined order or a dynamically
generated order (e.g., based on the user’s calling history or
the contact’s call answering history). Still further, a user may
override calling orders (e.g., to dial a single number) by
specilying a dialing code or other key. For example, the user
may dial *3555 to disable automated dialing of multiple
numbers. In another example, the call forwarding/automatic
call order feature may be turned off by deselecting an option
in a configuration screen (e.g., of a telephone service pro-
vider).

The order in which a contact’s various phone numbers are
called may be automatically and/or dynamically generated
without manual user specification. For example, a user’s call
history may be consulted to determine the order in which the
multiple numbers should be called. FIG. § illustrates an
example method for dynamically and automatically gener-
ating a call order based on a prior order or how a set of
numbers and/or addresses of a contact was previously used.
In step 500, a call management system may detect the
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initiation of a call to a contact by a caller. For purposes of
describing FIG. 5, 1t 1s assumed the contact 1s associated
with a plurality of phone numbers. The call management
system may make this determination using a process similar
to step 335 of FIG. 3. In step 5035, the call management
system may 1dentify the multiple numbers associated with
the contact. Again, the numbers may be 1dentified from the
caller’s address book or a directory or database internal or
external to the call management system.

In step 510, the call management system may 1dentily one
or more times 1n the caller’s call history at which the contact
was called using the identified numbers. For example, a
search may be performed on the caller’s call history to
identify all instances where one of the contact’s numbers
appears 1n the caller’s call history. In step 515, the identified
instances may be pared down by eliminating instances that
do not fall within a similar time of day as a current time of
day. For example, istances falling outside of 1 hour before
or alter the current time of day may be eliminated from the
search results. Alternatively, 1n step 3515, the system may
climinate mstances that do not fall within a similar type of
day, e.g., weekday or weekend. In step 520, the system may
subsequently select one of the remaining 1dentified imstances
to use to determine a call order. The selection may be made
based on how recent a call was made. For example, the most
recent identified 1nstance may be selected. Alternatively or
additionally, the call management system may select an
instance based on how many of the contact’s numbers
appear within a predefined or predetermined time period of
the 1nstance (e.g., 30 seconds before and after each
instance). The call instance corresponding to the time period
in which the most numbers of the contact appear may then
be 1dentified and selected. If, however, multiple instances
have the same number of matches, the most recent may be
selected. Such instance selection 1s further described below
with respect to FIG. 6. In other arrangements, multiple
instances may be selected for analysis.

In step 5235, a portion of the caller’s call history may be
extracted to determine the call order. The boundaries of the
extracted portion may be defined by a predefined amount of
time before and after a time corresponding to the selected
imnstance such as 1 minute, 2 minutes, 30 seconds, 15
seconds, 10 seconds, 5 seconds and the like. For example, 11
the selected call instance was made at 1:05 PM, the extracted
portion may 1include all calls between 1:04 PM-1:.06 PM
(e.g., given time boundaries of 1 minute before and after the
time of the selected call mstance). In step 530, each number
of the contact present in the extracted portion of the call
history may be identified. Duplicate contact numbers may be
climinated, leaving only the earliest instance of the contact
number. Alternatively, the latest instance of the contact
number may be preserved. Subsequently, 1n step 535, the
order 1n which the identified contact numbers were called 1n
the extracted portion of the call history may be determined.
This order may be used as the order 1n which the numbers
or addresses are to be called or contacted. In step 540, the
order may be stored and used for directing the initiated call
to the contact.

Alternatively or additionally, various other algorithms and
methods for automatically defining a call order may be used.
For example, duplicates might not be eliminated and instead,
be used to define the call order. In one particular example,
a number or address may be placed higher in the order of
numbers or addresses the more frequently a number or
address appears (as further described 1n FIG. 7). Such an
arrangement may rely upon the assumption that a caller will
use (what he or she considers) more reliable or desirable



US 9,553,983 B2

9

numbers or addresses more frequently. Frequency may also
be used to more accurately match a caller’s calling habits. In
another example, a number or address may be placed lower
in the order of numbers the more frequently the number or
address appears (e.g., the frequency may be indicative of a
number or address being frequently unanswered).

While the process of FIG. 5 1s described as being dynami-
cally performed upon detecting the mitiation of a call, the
call order may be automatically defined at other times as
well, for example, prior to a call being made or upon a user
selecting an automatic call routing feature. Alternatively or
additionally, the call order may be automatically updated
based on a predefined schedule or 1n an on-demand fashion.
Moreover, the process of FIG. 5 1s only an example and steps
may be omitted or other steps added.

FIG. 6 1llustrates selection of a call order analysis period
from a caller’s call history based on a list of numbers
corresponding to a contact. User’s call history 600 may
include a list of calls made along with times those calls were
made. Additionally, the calls may be orgamized according to
date, from an earliest to a most recent call. As noted with
respect to FIG. 5, instances 601 of a particular contact
number such as 555-555-2345 may be 1dentified from call
history 600 1n order to define a call order analysis period.
Once 1nstances 601 have been 1dentified, a portion of the call
history before and after each instance 601a, 6015 and 601c¢
may be analyzed to determine various characteristics, such
as a number of contact numbers matched. The analyzed
portions 603, 605 and 607 may be defined, for example, by
retrieving all numbers dialed within a period between one
minute before and after each of i1dentified mstances 601.
Portions 603, 605 and 607, as illustrated, only display
numbers of the contact. Other numbers (e.g., of users other
than the contact) may, for example, be removed prior to call
order analysis. Other time periods may be used to define
portions 603, 605 and 607. For example, all numbers in a
period between, for example, 3, 5, or 10 minutes before and
alter each of instances 601 may be retrieved and analyzed.
In another example, all numbers called within a period
beginning 2 minutes before and ending 5 minutes after each
of instances 601a, 6015 and 601c¢ may be captured for
review 1n portions 603, 605 and 607, respectively.

Based on the analysis of portions 603, 605 and 607, one
or more of periods 603, 605 and 607 may be selected for
automatically determining a call order for the user/caller-
contact pair. For example, because portion 603 matches the
most number of contact numbers and because portion 603
represents the most recent portion of the call history 600,
period 603 may be used for determining the call order. In one
or more arrangements, duplicate numbers may be eliminated
so that each contact number only appears once in the
analysis period. For example, because the number 555-355-
3456 appears multiple times 1n period 603, the first instance
of that number may be preserved while all others (e.g., the
last 1dentified contact number) 1s eliminated. According to
one or more aspects, portion 603 may also be selected based
on a similarity between a time of day at which a current call
1s being placed and the time of day associated with call
history period 603.

FIG. 7 1illustrates another example method for dynami-
cally and automatically generating an order in which to call
or otherwise use a set of numbers and/or addresses of a
contact based on a likelihood that a call will be answered. In
step 700, a system such as a call management system 200 of
FIG. 2 may receive a request to determine an order in which
to call a set of numbers and/or addresses associated with a
contact. The request may be automatically generated upon a
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caller mnitiating a call, for example. In response to the
request, the system may determine one or more numbers
and/or addresses corresponding to the contact in step 705. In
step 710, the system may analyze a call history of the caller
to 1dentify 1nstances 1n which the caller used one (or each)
of the numbers and/or addresses of the contact. In some
arrangements, the system might only analyze a portion of the
call history. For example, the portion of the call history may
include the most recent week of calls, most recent two weeks
of calls or other recent time period, a similar time of day, day
of week or type of day and the like.

In step 715, the system may subsequently determine a
frequency with which each of the identified numbers and/or
address of the contact was answered 1n the call history.
Additionally or alternatively, a call history (or portion
thereol) for each of the numbers and/or address of the
contact may also be analyzed. For example, the system may
determine how {requently calls to each number and/or
address 1s answered regardless of caller based on the call
history of the number or address. This information may be
used 1n place of or 1n addition to the caller’s calling history.
Optionally, in step 720, the system may further determine a
percentage of calls to each number and/or address that was
answered. For example, 11 10 calls were made to number or
address X 1n the call history or portion of the call history, but
only 2 were answered, the answer percentage may be 20%.
Again, the call history of the contact’s number or address
may be used as well to determine the answer percentage. In
step 725, the system may define the order in which to use the
numbers and/or addresses of the contact based on the
frequency and/or percentage of calls answered at each
number and/or address. For example, the order may be
defined based on a decreasing answer percentage, where the
number or address with the highest answer percentage 1s
placed first in the call order and the number or address with
the lowest answer percentage 1s placed last 1 the call order.
In another example, the order may be defined based on an
absolute number of times the number or address was
answered.

In some arrangements, a hybrid call order determination
system and method may be used. For example, a user may
specily that a particular number 1s to be called first and allow
a call determination system (such as system 200 of FIG. 2)
to determine an order of a remaining list of contact numbers.
In another example, a caller may specily that a number
should always be called as a last resort. In such 1nstances, the
caller may then allow the call determination system to
specily the order 1n which the other numbers are to be dialed
prior to the last resort number. Other configurations may also
be used including allowing a user to define an order of 1, 2
or 3 numbers of a list of 5 numbers (e.g., using only a subset
of available numbers/addresses) for a particular contact. In
yet other arrangements, call orders may be a hybrid of caller
determined, system determined and/or contact determined.
For example, a user may be allowed to specily an order 1n
which 2 of 5 numbers of a contact are dialed while the
remaining 3 are dialed 1n an order specified by the contact.
In this example, a contact specified order may be invoked 1f
the caller has not specified an order for those numbers.

According to one or more arrangements, a contact’s
presence or location may be detected and known to a call
management system, such as a softswitch or IMS core.
Accordingly, a call order may be established using presence
or location information, e.g., by taking into account or
prioritizing a number associated with the user’s presence or
location ahead of other numbers. FI1G. 8 illustrates a method
by which a call order may be established using such infor-
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mation. In step 800, for example, a call management system
may detect the mitiation of a call. In step 805, the call
management system may identily a contact associated with
the call. Once the contact has been i1dentified, the call
management system may subsequently determine one or
more numbers corresponding to the contact in step 810.
Furthermore, the call management system may determine
whether presence or location mnformation i1s available in step
815. In some arrangements, for example, a present indicator
may be stored 1n association with a number of a contact. IT
the presence or location information is not available, the call
management system may attempt to determine such infor-
mation 1n step 820.

Presence or location information may be known to or
determined by the call management system 1n a variety of
ways. For example, a call management system may request
position information from a contact’s device such as a
cellular phone. The cellular phone may include position
tracking systems such as a global position system (GPS)
and/or triangulation positioming capabilities. In another
example, a call management system may determine a posi-
tion or presence of a contact based on a calling device used
to make a most recent call (e.g., by inspecting a call history)
or a device used to access another service (e.g., Internet)
provided by a service provider corresponding to the call
management system. In some arrangements, a presence
indicator may be stored 1n association with one or more of
the determined numbers. If presence or location information
1s still not available, as determined in step 825, the call
management system may default to a specified calling order
for the determined one or more numbers 1n step 830 or to an
order selected by the user, for example. The calling system
may then determine whether any of the calls are answered in
step 855 and if not, direct the caller to voicemail 1n step 860.
If, however, one or more numbers were answered by a live
individual (e.g., the contact), the caller may be connected to
the answered call in step 850.

If the contact’s presence or location information 1s avail-
able or 1s determined, the call management system may
subsequently determine one or more calling devices and/or
numbers to call first based on the determined location 1n step
835. For example, if a callee’s oflice number 1s associated
with a presence/location tag, the call management system
may 1dentily the oflice number as an initially targeted
number. Alternatively, the presence/location information
may be only a factor in the order determination methods
described herein. In another example, 11 a contact’s location
corresponds to the contact’s home (e.g., a zipcode or lati-
tude/longitude generally matches the contact’s home zip-
code or latitude/longitude), the contact’s home phone num-
ber may be targeted. In still another example, a contact’s
mobile phone may be targeted 11 the contact’s location does
not correspond to a known location or does not correspond
to a location having a known number for the contact. In step
840, the call management system may call the determined
devices/numbers sequentially or simultanecously. In step
845, the call management system may determine whether
any of the determined devices or numbers was answered by
the contactor a live individual. I not, the call management
system may proceed to call one or more other numbers based
on a default calling order as shown in step 830. If one or
more of the determined numbers mitially called was
answered by the contactor another live individual, the call
management system may connect the caller to the answered
call in step 850. Optionally, a presence tag may be stored 1n
association with a calling device or number that 1s answered
by the contact.
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The aspects described herein may also be applied 1n
similar fashion to communication (e.g., transmission/recep-
tion) of electronic data such as electronic mail (e-mail), text
messages such as short messaging service (SMS) messages,
multimedia messages such as multimedia messaging service
(MMS) messages, mstant messages (e.g., AOL Instance
Messenger, GoogleTalk, etc.). For example, a user may have
an instant messaging account, an SMS address or number,
and a phone number. An order determination system may
define an order 1n which to use or contact each of these
numbers and addresses. For example, a system may imitiate
communication with a contact using an instant messaging
address (e.g., a handle or e-mail address) by transmitting a
chat request to the contact at the instant messaging address.
An SMS message or other electronic data message may be
considered unanswered 1f no response 1s received within a
predefined amount of time. Alternatively or additionally, a
message may be unanswered if an automated reply indicat-
ing that the message was not delivered or that the contact 1s
unavailable 1s received. An order 1n which the data messag-
ing addresses and/or numbers 1s defined based on the
methodologies and systems described herein. For example,
the order may be defined based on a user’s previous order of
data transmissions or calls and/or based on a frequency of
answers/responses. Alternatively or additionally, a user may
manually define the order. Hybrid orders might also be
applied. Still further, the order may be defined by the
contact.

FIG. 9 illustrates an example method by which a mes-
saging management system may automatically mnitiate com-
munications with a contact using multiple data messaging
addresses and numbers. Using a number or address may
include calling a contact at a voice number, generating
and/or sending a chat request to a contact based on an instant
messaging address, transmitting an SMS or MMS to a
contact at a number or address, generating and/or transmiut-
ting an e-mail to another party via an e-mail address and the
like. In step 900, the management system may 1dentify a set
of data messaging and/or voice communication addresses
and numbers associated with a contact with which a user
wishes to imitiate communications. An 1initiating party or
initiator of a communication may be an individual mitiating
communication to another person or device, a person
requesting transmission of an electronic message to another
individual or device and the like. Addresses and numbers
may be retrieved from a user database, a service provider
database and the like. In step 905, the management system
may determine an order i which to use each of the
addresses and numbers. For example, the order may be
defined according to the methods and aspects described
herein. In step 910, the management system may determine
whether a first address or number to use corresponds to a
voice address or a data messaging address. If voice, the
management system may inmitiate communication with the
contact using the first address. For example, the system may
place a call to the voice address as described 1n step 915. The
system may further determine whether the communication
(e.g., the call) was answered 1n step 920. In some arrange-
ments, a call may be considered answered only if a live
person picks up the call. Alternatively, a call might also be
considered answered 11 an automated voice system picks up
the call. If so, the management system may establish a
connection between the caller and the contact 1n step 925
and the process may then end without contacting the other
numbers and/or addresses.

If, however, the first address or number corresponds to a
data messaging address, the management system may initi-
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ate communication with the contact using the data messag-
ing address by, for example, preparing and transmitting a
data message to the address in step 930. The message may
be user generated, system generated or a combination of
both. In one example, the message may include “Hi, I'm
trying to contact you. Please let me know 1f you are there.”
In step 935, the management system may determine whether
a response to the communication has been received. The
system may monitor for a response for a predefined amount
of time (e.g., 30 seconds, 1 minute, 5 minutes, 15 minutes,
1 hour, etc.). If no response 1s received, the management
system may determine whether the predefined amount of
monitoring time has expired 1n step 940. If so, the system
may proceed to step 945 as described below. In conjunction
with moving on to the next number or address, n some
arrangements, the system may send a follow-up message to
the previous address indicating that the caller will try
another number or address. For example, the message may
include “I haven’t received a response yet. I’ll try you at a
different number or address.” If an answer 1s recerved within
the allotted monitoring time, the management system may
end the process without contacting the other numbers and/or
addresses.

It however, etther a call or a data message 1s not answered,
the call management system may determine whether more
addresses or numbers have not been used 1n step 945. 11 so,
the system may proceed to trying a subsequent number or
address 1n the specified order 1n step 950 and return to step
910. Otherwise, the process may end. The party initiating the
communication with the contact may also be notified that all
numbers and addresses were tried but not answered. In this
and other methods described herein, steps may be omitted or
added, as desired.

FIG. 10 illustrates an example order configuration inter-
tace for defining an order i1n which numbers and addresses
for a contact are used to mnitiate commumication (e.g., called,
¢-mailed, instant messaged, sent an SMS or MMS message,
etc.). Interface 1000 may display a list of phone numbers and
addresses 1001 associated with a particular contact, Jim X.
The list of phone numbers and addresses 1001 may further
include a description of the number 1003. For example, the
description for phone number 1001 may 1ndicate that num-
ber 1001 a 1s a home phone number while address 10015 1s
Jim’s work e-mail address. I1 the user wishes to add another
number or address for the contact, the user may enter the
number or address 1n field 1007 and select add function
button 1008. The user may modily the order in which the
numbers and addresses 1001 are contacted by entering the
order 1n fields 1009. Simultaneously calling may be indi-
cated by specilying the same order number for the two
phone numbers. Once a user has entered a desired order in
ficlds 1009, the user may select reorder function 1011 to
update the order in the list.

Additionally or alternatively, for either voice addresses or
data addresses, interface 1000 may allow a user to indicate
whether a message should be left at the address 11 it 1s not
answered (e.g., by a live individual) using option 1013.
Additionally, interface 1000 includes options 1015a and
10155 for recording an audio or text message, respectively,
to be delivered 1f a message 1s to be left.

The methods and features recited herein may further be
implemented through any number of computer readable
media that are able to store computer readable 1nstructions.
Examples of computer readable media that may be used

include RAM, ROM, EEPROM, flash memory or other
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memory technology, CD-ROM, DVD or other optical disk
storage, magnetic cassettes, magnetic tape, magnetic storage

and the like.

Additionally or alternatively, 1in at least some embodi-
ments, the methods and features recited herein may be
implemented through one or more integrated circuits (ICs).
An 1tegrated circuit may, for example, be a microprocessor
that accesses programming instructions or other data stored
in a read only memory (ROM). In some such embodiments,
the ROM stores programming instructions that cause the IC
to perform operations according to one or more of the
methods described herein. In at least some other embodi-
ments, one or more of the methods described herein are
hardwired into an IC. In other words, the IC 1s 1n such cases
an application specific integrated circuit (ASIC) having
gates and other logic dedicated to the calculations and other
operations described herein. In still other embodiments, the
IC may perform some operations based on execution of
programming instructions read from ROM or RAM, with
other operations hardwired 1nto gates and other logic of IC.
Further, the IC may output image data to a display butler.

Although specific examples of carrying out various iea-
tures have been described, those skilled in the art waill
appreciate that there are numerous variations and permuta-
tions of the above-described systems and methods that are
contained within the spirit and scope of the disclosure as set
forth in the appended claims. Additionally, numerous other
embodiments, modifications and variations within the scope
and spirit of the appended claims will occur to persons of
ordinary skill in the art from a review of this disclosure.

We claim:
1. A method, implemented by one or more computing
devices, comprising:

recerving a request from a {irst user to initiate a commu-
nication session between the first user and a contact,
wherein the contact i1s associated with a plurality of
communication addresses:

identifying, 1n a communication history of the first user,
a plurality of instances when the first user mitiated
communication with the contact by using at least a first
communication address;

selecting a first instance, of the plurality of instances,
when the first user initiated communication with the
contact, wherein the selecting 1s based at least 1n part on
a first characteristic, and wherein the first characteristic
comprises a similarity between a time of day associated
with the first instance and a time of day of the requested
communication session;

determining a first portion of the communication history,
wherein the first portion of the communication history
1s defined by a first predefined time period before a time
corresponding to the selected first instance and a sec-
ond predefined time period after the time corresponding,
to the selected first instance;

determinming one or more additional 1nstances, within the
first portion of the communication history, when the
first user initiated communication with the contact;

using the first portion of the communication history to
determine an order 1 which the plurality of commu-
nication addresses associated with the contact should
be used to mitiate the requested communication ses-
sion; and

attempting to initiate the requested communication ses-
sion by using one or more of the plurality of commu-
nication addresses 1n the determined order.
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2. The method of claim 1, wherein the selecting the first
instance when the first user initiated communication with the
contact further comprises:
determining a time of day associated with the requested
communication session, the determined time of day 5

comprising a {lirst boundary and a second boundary,
wherein the first boundary 1s defined by a first prede-
termined time period prior to the determined time of
day, and wherein the second boundary 1s defined by a
second predetermined time period after the determined
time of day; and

for each 1dentified 1nstance of the plurality of 1nstances:

climimating the identified instance from the plurality of

instances where a time of day corresponding to the
identified 1nstance does not fall within the first bound-
ary and the second boundary.

3. The method of claim 1, wherein the using the first
instance and the one or more additional 1nstances to deter-
mine the order further comprises:

determining a sequence, within the first portion of the

communication history, in which the plurality of com-
munication addresses were used by the first user to
initiate communication with the contact.

4. The method of claim 1, wherein the determined order
1s different from a second order in which the plurality of
communication addresses are used to attempt to initiate
communication with the contact for a second user.

5. The method of claim 4, further comprising:

determining a first portion of a communication history of

the second user, wherein the first portion of the com-
munication history of the second user comprises one or
more instances i which the second user previously
attempted to mitiate communication with the contact;
and

using the one or more instances to determine the second

order.

6. The method of claim 1, wherein the attempting to
initiate the requested communication session further com-
Prises:

simultaneously using the first communication address and

a second communication address of the plurality of
communication addresses to 1mitiate the requested com-
munication session with the contact.

7. The method of claim 1, further comprising:

prioritizing the determined order based on a location of 45

the first user.

8. The method of claim 1, wherein the first characteristic
turther comprises a number of commumcations addresses
identified within a predetermined time period of the first
instance.

9. The method of claim 1, wherein the using the first
instance and the one or more additional instances to deter-
mine the order further comprises:

deprioritizing one or more communication addresses in

the determined order based at least in part upon a
frequency of unsuccessiul attempts to nitiate commu-
nication with the contact using the plurality of com-
munication addresses.

10. The method of claim 1, wherein the first characteristic
turther comprises a recency of the first instance.

11. The method of claim 1, further comprising:

prioritizing the determined order based on a location of

the contact.

12. The method of claim 1, wherein each instance, of the
plurality of instances, indicates a communication address 65
associated with the contact appearing 1n the communication
history of the first user.

10

15

20

25

30

35

40

50

55

60

16

13. The method of claim 1, wherein using the first portion
of the communication history to determine the order further
COmprises:

using the first instance and the one or more additional

instances to determine the order 1n which the plurality
of communication addresses associated with the con-
tact should be used to mnitiate the requested communi-
cation session.

14. One or more non-transitory computer readable media
storing 1nstructions that, when executed by at least one
processor, cause the at least one processor to:

receive a request from a first user to nitiate a communi-

cation session between the first user and a contact,
wherein the contact 1s associated with a plurality of
communication addresses:

identify, 1n a communication history of the first user, a

plurality of instances when the first user mitiated com-
munication with the contact by using at least a first
communication address;
select a first instance, of the plurality of instances, when
the first user 1nitiated communication with the contact,
wherein the selecting 1s based at least 1n part on a first
characteristic, and wherein the first characteristic com-
prises a similarity between a time of day associated
with the first instance and a time of day of the requested
communication session;
determine a first portion of the communication history,
wherein the first portion of the communication history
1s defined by a first predefined time period before a time
corresponding to the selected first instance and a sec-
ond predefined time period after the time corresponding
to the selected first instance;
determine one or more additional instances, within the
first portion of the communication history, when the
first user 1itiated communication with the contact:

using the first portion of the communication history to
determine an order 1n which the plurality of commu-
nication addresses associated with the contact should
be used to mitiate the requested communication ses-
sion; and

attempt to 1mitiate the requested communication session

by using one or more of the plurality of communication
addresses 1n the determined order.

15. The one or more non-transitory computer readable
media of claim 14, wherein the first characteristic further
comprises a number of communications addresses 1dentified
within a predetermined time period of the first instance.

16. The one or more non-transitory computer readable
media of claim 14, wherein the determined order 1s different
from a second order in which the plurality of communication
addresses are used to attempt to 1nitiate communication with
the contact for a second user.

17. The one or more non-transitory computer readable
media of claim 16, wherein the instructions, when executed,
further cause the at least one processor to:

determine a first portion of a communication history of

the second user, wherein the first portion of the com-
munication history of the second user comprises one or
more instances i which the second user previously
attempted to mitiate communication with the contact;
and

use the one or more instances to determine the second

order.

18. A call management system comprising;:

a processor; and

memory storing instructions that, when executed by the

processor, cause the call management system to:
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receive a request from a first user to mitiate a communi-
cation session between the first user and a contact,
wherein the contact 1s associated with a plurality of
communication addresses;

identily, 1n a communication history of the first user, a 4
plurality of instances when the first user initiated com-
munication with the contact by using at least a first
communication address;

select a first instance, of the plurality of instances, when
the first user 1nitiated communication with the contact,
wherein the selecting 1s based at least 1n part on a first
characteristic, and wherein the first characteristic com-
prises a similarity between a time of day associated
with the first instance and a time of day of the requested
communication session;

determine a first portion of the communication history, 1°
wherein the first portion of the communication history
1s defined by a first predefined time period before a time
corresponding to the selected first instance and a sec-
ond predefined time period atter the time corresponding
to the selected first instance; 20

determine one or more additional instances, within the
first portion of the communication history, when the
first user initiated communication with the contact;

10

18

use the first portion of the communication history to
determine an order 1n which the plurality of commu-
nication addresses associated with the contact should

be used to 1mtiate the requested communication ses-
sion; and

attempt to mitiate the requested communication session

by using one or more of the plurality of commumnication
addresses 1n the determined order.

19. The call management system of claim 18, wherein the
instructions, when executed by the processor, cause the call
management system to use the first mstance and the one or
more additional instances to determine the order by:

determining a sequence, within the first portion of the
communication history, in which the plurality of com-
munication addresses were used by the first user to
initiate communication with the contact.

20. The call management system of claim 18, wherein
cach 1instance, of the plurality of instances, indicates a
communication address associated with the contact appear-
ing in the communication history of the first user.

x s * = e
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